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Byan Tri Pradigdo,  2015; Pengaruh Kualitas Pelayanan dan Kualitas 
Makanan Terhadap Kepuasan Pelanggan dan Dampaknya terhadap Niat 
Perilaku Pelanggan McDonald Cabang Bintara, Bekasi. Skripsi, Jakarta: 
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Tujuan dari penelitian ini adalah: 1) Untuk mengetahui deskripsi dari kualitas 
pelayanan, kualitas makanan, kepuasan pelanggan, dan  niat perilaku  restoran 
cepat saji McDonald Cabang Bintara, 2) untuk menguji secara empiris pengaruh 
kualitas pelayanan terhadap kepuasan pelanggan  restoran cepat saji McDonald 
Cabang Bintara, 3) untuk menguji secara empiris pengaruh kualitas makanan 
terhadap kepuasan pelanggan restoran cepat saji McDonald Cabang Bintara, 4) 
untuk menguji secara empiris pengaruh kepuasan pelanggan terhadap niat perilaku 
restoran cepat saji McDonald Cabang Bintara. Objek penelitian ini ialah 230 
responden yang sudah pernah menggunakan pelayanan McDonald Cabang 
Bintara. Hasil pengujian deskriptif menjelaskan bahwa kualitas pelayanan yang 
diberikan sudah baik menurut pelanggan, sehingga pelanggan puas dan cenderung 
bersikap positif kepada McDonald Cabang Bintara. Hasil pengujian hipotesis 
menunjukkan: 1) kualitas pelayanan berpengaruh terhadap kepuasan pelanggan 
sebesar 28%, 2) kualitas makanan berpengaruh terhadap kepuasan pelanggan 
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Byan Tri Pradigdo, 2015; The Influence of Service Quality and Food Quality 
Towards Customer Satisfaction and Its Impact towards Behavioral Intention to 
McDonald’s Customers Bintara Branch, Bekasi. Minithesis, Jakarta: 
Concentration of Marketing Management, Program S-1 Management, 
Department of Management, Faculty of Economics, State University of Jakarta. 
Team Supervisor: Ferry Setyo Wibowo, SE, M.Si & Dra. Saidani Basrah, M.Si. 
 
The purpose of this research are: 1) To find a description of  service quality, food 
quality, customer satisfaction, and behavioral intentions fast food restaurants 
McDonald Bintara Branch, 2) to test empirically the impact of service quality on 
customer satisfaction fast food restaurants McDonald Bintara Branch, 3) to test 
empirically the effect of food quality to customer satisfaction fast food restaurants 
McDonald Bintara Branch, 4) to test empirically the effect of customer 
satisfaction on behavioral intentions fast food restaurants McDonald 
BintaraBranch. The object of this study was 230 respondents who have never used 
the services of McDonald Bintara Branch. The test results descriptively explained 
that the quality of service provided is good according to the customer, so the 
customer is satisfied and tend to be positive to the McDonald Bintara Branch. 
Hypothesis testing results indicate: 1) service quality influence on customer 
satisfaction by 28%, 2) food quality influence on customer satisfaction by 65%, 3) 
customer satisfaction influence on behavioral intentions by 97%. 
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